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Understanding 911 call volumes

* 911 (direct dialing)
* 10 digit number (other agencies)

* Alarm line (third party vendors reporting
alarms)

* Outbound calls (911 call backs)

**ONLY direct dialing call volumes are
represented in service level and hold time
reports**



CallVolumes

911 (all volume) Non - Emergency

* FY 2013 - 939,659
* FY 2012 - 915,593

° FY 2011 - 795,937
* FY 2010 - 817,200

FY 2013 — 265,287

FY 2012 - 266,034

FY 2011 - 263,619

FY 2010 - 261,289
* FY 2009 - 898,504 * FY 2009 - 303,283



911 Direct Dial - Service Level & Answer Times
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911 Direct Dial - Service Level & Answer Times
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Authorized Staffing

 Call Takers: 86
* Dispatchers: 71
* Leads: 12

* Supervisors: 10

* Risk Management Audit — 2011

Recommendation #1

A. Converting 12 “special assignment” positions to
permanent FTE positions and return those 911 call-
taker and police dispatcher positions to the
operations floor



Global Staffing Considerations

* FMLA - 24 (current)
* 79 total in 2013 = 44% of staffing

* Unscheduled Shrinkage: 35%

* Forecasted Outages: 25%

* Turnover rate: 30%

* Temporary Front Line Staff: 15+ average



Challenges

Allocating Resources (finite pool)
Functional needs/areas

Unmet support needs
Risk Management Report 2011
9-1-1 and Non Emergency Call Center Review 2008

Internal/External competition

TCOLE, State, and legal mandates (Civil
Service)



911 Staffing

* Non Emergency
* Teletype Call Taker FTE's

* Support

* 35% unscheduled shrinkage - 30
* Remaining staff: 37



Actual Staffing

Call Taking Staff
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